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CUSTOMER SATISFACTION

THE THREE R’S

Respectful: You can expect

To be treated as a valued customer by a patient 

and caring person, who is happy to help you.

To be carefully guided through the retirement 

process.

To be informed of the issues that impact your 

retirement in a way that is easy to understand



CUSTOMER SATISFACTION

THE THREE R’S

Responsive: You can expect

To have quick access to people who can help 

you.

To receive timely responses to your requests.

To be kept informed of the status of your 

requests. 

To speak with people who anticipate your needs 
and offer solutions.

To be provided with easy-to-use forms and tools 
that can be found online.



CUSTOMER SATISFACTION

THE THREE R’S

Right: You can expect

The information you are given to be right. 

To receive information from a knowledgeable, 

professional person



Customer Satisfaction

 Monthly interviews conducted by agency leaders

 622 interviews since March 2013

 Themes:

 Benefit recalculation takes too long

 Letters, forms and publications hard to understand

 More frequent status updates during the application 
process

 Online retirement application easy to use but 
suggestions for making it better

 Pleasant, knowledgeable analysts

 Appreciation for phone and walk in service
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March-September 2013 Interviews
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Actions

Keep me informed – Adding status updates to the online 

retirement account application.

Delays in receiving estimates – Prioritize requests to 

consider retirement date, not only the date received.

Benefit recalculation takes too long – Team identified 

new process to identify accounts that have complete 
information; reduces recalculations needed.

Walk-in Consultations – Creating a check list to clarify 

additional actions customers need to take after their 
consultation.

Letters not easy to understand, customers miss key 
information – Breakthrough planning session scheduled 

on November 22.



Team Engagement

Team member satisfaction and the value of an 

engaged workforce

Quarterly interviews with seven criteria

 Interview comments posted on the Intranet

 Interview feedback used for Leadership development

Utilizing IdeaScale for team member suggestions

A strong hiring/recruitment process





DRS MANAGEMENT SYSTEM



INFORMATION SERVICES DIVISION



 275 interviews were 

conducted in the quarter
 Each QTR is a roll -up of the 

most recent four quarters 

in order to obtain an 

appropriate sample size

O1-Customer Satisfaction O2-Team Satisfaction
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Questions?


